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Self-Service Buying 



1) Information Gathering 
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Usage (min/mo) I 300 "I 
Primary Use ® Business 

O Personal 
Travel Locations 



[Boston [gj 



NY 



NY 



Travel Amoupj 



20% 



40% 



I 40% ai 
Max Monthly Bill I $60 




5) Monitoring 



Selected Plan: Analog 
Email Me: 

□ when a better service 
becomes available 

□ every 6 months to update 
my usage pattern 



2) Value Tradeoffs 



Consider 2 plan options: 



Plan A 
PlanB 



2 out of 10 
1 out of 10 



How much more each month 
are you willing to pay for 
Plan B? 
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3) Presentation of Information 
and Assessment of Customer 
Beliefs 



4) Presentation of Customer 
Value Proposition 



% Peak time 
% Long distance 
% Roaming 



45% 
10% 
5% 
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Fig. 3A 



300 





Analog 


Digital 


Total out-of-pocket cost 
(dollars/month) 


$180 


$150 


Estimated calls dropped 
per month 


10 


15 


Estimated coverage 


95% 


85% 


Total tangible and 
intangible cost 


$200 


$210 



Fig. 3B 
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Service fee 



Charges for 
additional 
minutes 



Long-distance 
charges 



Roaming 
Charges 



Total Monthly 
Out-of-pocket 
Cost 
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Fig. 3C 




Tornado Diag ram 
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Risk Profile 
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Fig. 3E 




Products 



Fig. 4 
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Product Offering 



1) Values-based Segmentation 
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5) Monitoring 




Product to be Offered: Digital 
Area: Mt. View 

Key Metrics: 

- YTD customers: 1000 
-Sales: $120k 

- Cost of service: $57k 
Email Me: 

□ if sales miss targets 

□ if market share decreases 



2) Values-based Product Creation 
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Values 


Product A 


Product B 


Cost 


$50 


$39 


Drops 


1% 


3% 


Coverage 


85% 


90% 




3) Information Gathering 
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4) Presentation of Company 
Value Proposition 




Revenues v 
Costs' ■ 
Market Share 



$12M 
$8M 

22% 



Accept 



Override 
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Fig. 5A 
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Fig. 5B 
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Tornado Diagram 
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Fig. 5C 




Fig. 5D 



On-Line Selling 



1) Analysis of Situation 
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2) Finding Mutually Best 
Product Offering 



Area Mtn. View, CA 

Service 



Digital 



Actions to take: 

Offer customer promotion of 3 free 
months with digital service 



4) Monitoring 



Selected Plan: Digital >. y 
Email Me: 

□ when a better service 
becomes available 

□ every 6 months to update 
my usage pattern 
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3) Presentation of Value 
Propositions 
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Fig. 7 




Company Value Proposition 




Fig. 8 



